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FOREWORD

The occupational analysis project was conducted by The Instructional Materials
Laboratory, Trade and4ndustrial Education,The Ohio State University in con-
junction with the State Department of Education, Division of Vocational Educa-
tion pursuant to a grant from the U.S. Office of Education.

The Occupational Analysis project was proposed and conducted to train voca-
tional educators in the techniques of making a comprehensive occupational

analysis. Instructors were selected from Agriculture, Business, Distributive,
Home Economics and Trade and Industrial Education to gain experience in
developing analysis documents for sixty-one different occupations. Represen-

tatives from Business, Industry, Medicine, and Education were involved with
the vocational instructors in conducting the analysis process.

The project was conducted in three phases. Phase one involved the planning

and development of the project strategies. The analysis process was based

on sound principles of learning and behavior. Phase two was the identifica-

tion, selection and orientation of all participants. The training and work-

shop sessions constituted the third phase. Two-week workshops were held

during which teams of vocational instructors conducted an analysis of the
occupations in which they had employment experience. The instructors were

assisted by both occupational consultants and subject matter specialists.

The project resulted ia producing one hundred two trained vocational instruc-

tors capable of conducting and assisting in a comprehensive analysis of

various occupations. Occupational analysis data were generated for sixty-one

occupations. The analysis included a statement of the various tasks performed

in each occupation. For each task the following items were identified:

tools and equipment; procedural knowledge; safety knowledge; concepts and

skills of mathematics, science and communication needed for successful per-

formance in the occupation. The analysis data provided a basis for generating

instructional materials, course outlines, student performance objectives,

criterion measures as well as identifying specific supporting skills and

knowledge in the academic subject areas.



PREFACE

This task analysis for the occupation of a credit investigation agent was approached
from the aspect of the credit bureau operation. The following are entry level skills

in credit investigation. The data processing concepts were not developed because of

variations within the industry. The information presented will offer an effective

orientation to the credit investigation occupations.
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JOB DESCRIPTION

The credit investigation agent gathers, maintain, and disperses information vital to business

organizations for granting personal credit.

xi



Duty A Gathering Credit Information

1 Complete credit information request form
2 Complete credit record form
3 Investigate public records
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Duty B Maintaining Credit Records

1 Identify type of report requested
2 Identify and pull correct record upon request

.3 Up-date credit report
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Duty C Dispersing Credit Information

1 Report credit record to requestor
2 Record request for billing purposes
3 Conduct consumer interviews (disclose of credit report information to consumer)

17



.
(T

A
S

K
 S

T
A

T
E

M
E

N
T

)
R
E
P
O
R
T
 
C
R
E
D
I
T
 
R
E
C
O
R
D
 
T
O
 
R
E
Q
U
E
S
T
O
R

T
O

O
LS

, E
Q

U
IP

M
E

N
T

, M
A

T
E

R
IA

LS
,

^,
 O

B
JE

C
T

S
 A

C
T

E
D

 U
P

O
N

P
E

R
F

O
R

M
A

N
C

E
 K

N
O

W
LE

D
G

E
S

A
F

E
T

Y
 -

 H
A

Z
A

R
D

C
o
m
m
u
n
i
c
a
t
e
 
v
e
r
b
a
l
l
y
,
 
i
n
 
w
r
i
t
i
n
g
,

o
r
 
t
h
r
o
u
g
h
 
t
e
l
e
c
o
m
m
u
n
i
c
a
t
i
o
n
s

i
n
f
o
r
m
a
t
i
o
n
 
r
e
q
u
e
s
t
e
d

e.

D
E

C
IS

IO
N

S

D
e
t
e
r
m
i
n
e
 
m
e
t
h
o
d
 
o
f
 
d
i
s
p
e
r
s
e
m
e
n
t

C
U
E
S

R
e
q
u
e
s
t
o
r
s
 
i
n
s
t
r
u
c
t
i
o
n
s
 
a
n
d
 
a
v
a
i
l
a
b
l
e

e
q
u
i
p
m
e
n
t

E
R

R
O

R
S

D
e
l
a
y
 
i
n
 
t
r
a
n
s
f
e
r
 
o
f
 
r
e
p
o
r
t



(T
A

S
K

 S
T

A
T

E
M

E
N

T
)

R
E
P
O
R
T
 
C
R
E
D
I
T
 
R
E
C
O
R
D
 
T
O
 
R
E
Q
U
E
S
T
O
R

L:
nE

N
C

E
M

A
T

H
N

U
M

B
E

R
 S

Y
S

T
E

M
S

i

,..
.-

P
r
o
f
e
s
s
i
o
n
a
l
i
s
m

M
a
i
n
t
a
i
n
 
c
o
n
f
i
d
e
n
t
i
a
l
i
t
y

F
o
s
t
e
r
 
t
r
u
s
t

G
e
n
e
r
a
t
e
 
i
n
t
e
g
r
i
t
y

E
x
h
i
b
i
t
 
q
u
a
l
i
t
i
e
s
 
o
f
 
s
e
l
f
-
c
o
n
f
i
d
e
n
c
e
,
 
s
e
l
f
-
c
o
n
t
r
o
l
,

s
e
l
f
-
r
e
l
i
a
n
c
e
,
 
s
e
l
f
-
r
e
s
p
e
c
t
 
a
n
d
 
a
d
a
p
t
a
b
i
l
i
t
y

A
w
a
r
e
n
e
s
s
 
o
f
 
t
h
e
 
n
e
c
e
s
s
a
r
y
 
i
n
t
e
r
r
e
l
a
t
i
o
n
s
h
i
p
s
 
o
f

r
e
s
p
o
n
s
i
b
i
l
i
t
i
e
s
 
o
f
 
t
h
e
 
c
o
n
s
u
m
e
r
,
 
b
u
s
i
n
e
s
s
 
a
n
d

t
h
e
 
c
r
e
d
i
t
 
i
n
v
e
s
t
i
g
a
t
i
o
n
 
a
g
e
n
t

_

H
o
n
e
s
t
y
 
a
n
d
 
a
c
c
u
r
a
c
y
 
i
n
 
r
e
p
o
r
t
i
n
g
 
d
a
t
a

A
l
e
r
t
 
t
o
 
t
h
e
 
p
o
s
s
i
b
i
l
i
t
y
.
:
o
f
 
d
e
c
i
s
i
o
n
-
m
a
k
i
n
g

s
i
t
u
a
t
i
o
n
s
 
w
h
i
c
h
 
s
h
o
u
l
d
 
b
e
 
r
e
f
e
r
r
e
d
 
t
o
 
a

.

s
u
p
e
r
v
i
s
o
r

W
i
l
l
i
n
g
n
e
s
s
 
t
o
 
d
i
s
c
u
s
s
 
p
o
l
i
c
i
e
s
 
o
f
 
t
h
e
 
i
n
d
u
s
t
r
y
 
t
o

p
r
o
m
o
t
e
 
u
n
d
e
r
s
t
a
n
d
i
n
g

'
,
.

,

-

I

1 i

I i

0

-
,
'

C
O

M
M

U
N

IC
A

T
IO

N
S

P
E

R
F

O
R

M
A

N
C

E
M
O
D
E
S

E
X

A
M

P
LE

S
'S

K
IL

LS
/C

O
N

C
E

P
T

S

S
p
e
a
k
i
n
g

R
e
a
d
i
n
g

W
r
i
t
i
n
g

V
e
r
b
a
l
l
y
 
r
e
p
o
r
t
i
n
g

R
e
a
d
 
r
e
p
o
r
t

W
r
i
t
e
 
r
e
p
o
r
t

-
1
9

T
e
r
m
i
n
o
l
o
g
y
,
 
A
p
p
r
o
p
i
a
t
e
 
d
i
c
t
i
o
n
,

C
l
a
r
i
t
y
 
o
f
 
e
x
p
r
e
s
s
i
o
n
,
 
P
o
i
s
e
,

U
s
a
g
e

,

I
n
f
o
r
m
a
t
i
o
n
 
R
e
p
o
r
t
,
 
T
e
r
m
i
n
o
l
o
g
y

P
e
n
m
a
n
s
h
i
p
,
 
S
p
e
l
l
i
n
g
,
 
M
e
m
o
 
f
o
r
m
a
t
,

I
n
f
o
r
m
a
t
i
o
n
a
l
 
r
e
p
o
r
t
,
 
T
e
r
m
i
n
o
l
o
g
y



(T
A

S
K

S
T

A
T

E
M

E
N

T
)

R
E
C
O
R
D
 
R
E
Q
U
E
S
T
 
F
O
R
 
B
I
L
L
I
N
G
 
P
U
R
P
O
S
E
S

=
r
m
.

T
O

O
LS

, E
Q

U
IP

M
E

N
T

, M
A

T
E

R
IA

LS
,

O
B

JE
C

T
S

 A
C

T
E

D
- 

U
P

O
N

P
E

R
F

O
R

M
A

N
C

E
 K

N
O

W
LE

D
G

E
S

A
F

E
T

Y
H

A
Z

A
R

D

R
e
q
u
e
s
t
 
f
o
r
m

P
r
i
c
e
 
s
c
h
e
d
u
l
e

D
E

C
IS

IO
N

S

D
e
t
e
r
m
i
n
e
 
t
y
p
e
 
o
f
 
r
e
p
o
r
t
 
a
c
c
o
r
d
i
n
g

t
o
 
i
n
f
o
r
m
a
t
i
o
n
 
r
e
q
u
e
s
t
e
d

D
e
t
e
r
m
i
n
e
 
a
p
p
r
o
p
r
i
a
t
e
 
c
h
a
r
g
e
s
 
a
s

l
i
s
t
e
d
 
o
n
 
p
r
i
c
i
n
g
 
s
c
h
e
d
u
l
e

L
i
s
t
 
t
y
p
e
 
o
f
 
r
e
q
u
e
s
t

A
p
p
l
y
 
p
r
i
c
e
 
s
c
h
e
d
u
l
e

S
e
n
d
 
t
o
 
b
i
l
l
i
n
g
 
d
e
p
a
r
t
m
e
n
t

C
U

E
S

I
n
f
o
r
m
a
t
i
o
n
 
r
e
q
u
e
s
t
e
d

E
R

R
O

R
S

I
n
c
o
r
r
e
c
t
 
b
i
l
l
i
n
g
s

41
11

1.
1.

11
11

.1
11

1=
M

IN
IM

IN
I1

11
11

11
11

1b
M

IP
T

C
A

 7
1:

=
41

11
11

11
11

1U
ir

-4
11

11
11

01
3.



(T
A

S
K

 S
T

A
T

E
M

E
N

T
)

R
E
C
O
R
D
 
R
E
Q
U
E
S
T
 
F
O
R
 
B
I
L
L
I
N
G
 
P
U
R
P
O
S
E
S

S
C

IE
N

C
E

M
A
T
H
 
-

N
U

M
B

E
R

 S
Y

S
T

E
M

S

P
r
o
f
e
s
s
i
o
n
a
l
i
s
m

M
a
i
n
t
a
i
n
 
c
o
n
f
i
d
e
n
t
i
a
l
i
t
y

F
o
s
t
e
r
 
t
r
u
s
t

G
e
n
e
r
a
t
e
 
i
n
t
e
g
r
i
t
y

E
x
h
i
b
i
t
 
q
u
a
l
i
t
i
e
s
 
o
f
 
s
e
l
f
-
c
o
n
f
i
d
e
n
c
e
,
 
s
e
l
f
-
c
o
n
t
r
o
l
,

s
e
l
f
-
r
e
l
i
a
n
c
e
,
 
s
e
l
f
-
r
e
s
p
e
c
t
 
a
n
d
 
a
d
a
p
t
a
b
i
l
i
t
y

A
w
a
r
e
n
e
s
s
 
o
f
 
t
h
e
 
n
e
c
e
s
s
a
r
y
 
i
n
t
e
r
r
e
l
a
t
i
n
s
h
i
p
s
 
o
f

r
e
s
p
o
n
s
i
b
i
l
i
t
i
e
s
 
o
f
 
t
h
e
 
c
o
n
s
u
m
e
r
,
 
b
u
s
i
n
e
s
s
 
a
n
d

t
h
e
 
c
r
e
d
i
t
 
i
n
v
e
s
t
i
g
a
t
i
o
n
-
a
g
e
n
t

H
o
n
e
s
t
y
 
a
n
d
 
a
c
c
u
r
a
c
y
 
i
n
 
r
e
p
o
r
t
i
n
g
 
d
a
t
a

W
i
l
l
i
n
g
n
e
s
s
 
t
o
 
d
i
s
c
u
s
s
 
p
o
l
i
c
i
e
s
 
o
f
 
t
h
e
 
i
n
d
u
s
t
r
y
 
t
o

p
r
o
m
o
t
e
 
u
n
d
e
r
s
t
a
n
d
i
n
g

A
l
e
r
t
 
t
o
 
t
h
e
 
p
o
s
s
i
b
i
l
i
t
y
 
o
f
 
d
e
c
i
s
i
o
n
-
m
a
k
i
n
g

s
i
t
u
a
t
i
o
n
s
 
w
h
i
c
h
 
s
h
o
u
l
d
 
b
e
 
r
e
f
e
r
r
e
d
 
t
o
 
a
 
s
u
p
e
r
v
i
s
o
r

F
u
n
d
a
m
e
n
t
a
l
 
O
p
e
r
a
t
i
o
n
s
 
(
C
a
l
c
u
l
a
t
!
.
o
n
)

A
d
d
i
t
i
o
n
 
a
l
g
o
r
i
t
h
m

D
e
c
i
m
a
l
s

M
e
a
s
u
r
e
m
e
n
t
:

n
o
n
-
g
e
o
m
e
t
r
i
c

M
o
n
e
y

R
e
a
d
 
a
n
d
 
i
n
t
e
r
p
r
e
t
 
t
a
b
l
e
s
,
 
c
h
a
r
t
s
 
a
n
d
 
g
r
a
p
h
s

L
p
r
i
c
e
 
s
c
h
e
d
u
l
e
]

C
O

M
M

U
N

IC
A

T
IO

N
S

P
E

R
F

O
R

M
A

N
C

E
M
O
D
E
S

E
X

A
M

P
LE

S
S

K
IL

LS
/C

O
N

C
E

P
T

S

W
r
I
t
i
n
g

V
i
e
w
i
n
g

.

L
i
s
t
i
n
g
 
p
r
i
c
i
n
g

,

)
,
-

I
d
e
n
t
i
f
y
 
p
r
i
c
i
n
g 2
1

T
e
r
m
i
n
o
l
o
g
y

M
e
m
o
 
f
o
r
m
a
t

R
e
c
o
g
n
i
t
i
o
n
 
o
f
 
s
y
m
b
o
l
s
 
a
n
d
 
c
o
d
e
s

:
.
.
q



(T
A

S
K

 S
T

A
T

E
M

E
N

T
)

C
O
N
D
U
C
T
 
C
O
N
S
U
M
E
R
 
I
N
T
E
R
V
I
E
W
S
 
(
D
I
S
C
L
O
S
U
R
E
 
O
F
 
C
R
E
D
I
T
 
R
E
P
O
R
T

I
N
F
O
R
M
A
T
I
O
N
 
T
O
 
C
O
N
S
U
M
E
R
)

T
O

O
LS

, E
Q

U
IP

M
E

N
T

, M
A

T
E

R
IA

LS
,

O
B

JE
C

T
S

 A
C

T
E

D
 U

P
O

N
P

E
R

F
O

R
M

A
N

C
E

 K
N

O
W

LE
D

G
E

'S
A

F
E

T
Y

 -
- 

H
A

Z
A

R
D

D
E

C
IS

IO
N

S

D
e
t
e
r
m
i
n
e
 
i
d
e
n
t
i
t
y

D
e
t
e
r
m
i
n
e
 
a
p
p
l
i
c
a
t
i
o
n
 
o
f
 
g
o
v
e
r
n
-

m
e
n
t
a
l
 
s
t
a
t
u
t
e
s

D
e
t
e
r
m
i
n
e

D
e
t
e
r
m
i
n
e

D
e
t
e
r
m
i
n
e

S
T
E
P
S

S
e
c
u
r
e
 
p
r
o
p
e
r
 
i
d
e
n
t
i
f
i
c
a
t
i
o
n
 
o
f

.
c
o
n
s
u
m
e
r

R
e
v
i
e
w
 
w
i
t
h
 
t
h
e
 
c
o
n
s
u
m
e
r
 
c
o
n
t
e
n
t
s

o
f
 
t
h
e
 
c
r
e
d
i
t
 
r
e
c
o
r
d

R
e
i
n
v
e
s
t
i
g
a
t
e
 
d
i
s
p
u
t
e
d
 
i
n
f
o
r
m
a
t
i
o
n

S
u
b
s
t
a
n
t
i
a
t
e
,
 
c
o
r
r
e
c
t
 
o
r
 
d
e
l
e
t
e

d
i
s
p
u
t
e
d
 
i
n
f
o
r
m
a
t
i
o
n

A
d
v
i
s
e
 
c
o
n
s
u
m
e
r
 
o
f
 
a
c
t
i
o
n
 
t
a
k
e
n

e
a
s
i
l
y
 
i
d
e
n
t
i
f
i
e
d
 
m
i
s
t
a
k
e
s

m
e
t
h
o
d
 
o
f
 
r
e
i
n
v
e
s
t
i
g
a
t
i
o
n

a
c
t
i
o
n
s
 
t
o
 
b
e
 
t
a
k
e
n

C
U

E
S

P
e
r
s
o
n
a
l
 
i
n
f
o
r
m
a
t
i
o
n

D
a
t
e
s
 
o
f
 
i
n
f
o
r
m
a
t
i
o
n

M
i
s
f
i
l
e
d
 
i
n
f
o
r
m
a
t
i
o
n

O
r
i
g
i
n
a
l
 
s
o
u
r
c
e
s
 
o
f
 
i
n
f
o
r
m
a
t
i
o
n

G
o
v
e
r
n
m
e
n
t
a
l
 
s
t
a
t
u
t
e
s

S
p
e
c
i
f
i
c
 
i
n
s
t
r
u
c
t
i
o
n
s
 
o
f
 
c
r
e
d
i
t

g
r
a
r
t
o
r
s

E
R

R
O

R
S

F
a
i
l
u
r
e
 
t
o
 
m
a
i
n
t
a
i

a
c
c
u
r
a
t
e

r
e
c
o
r
d
s

11
11

11
11

11
M

U
M

W
U

E
=

77
=

5U
M

M
IU

M
M

F
4P

-W
W

W
,



M
E
N
T

C
O
N
D
U
C
T
 
C
O
N
S
U
M
E
R
 
I
N
T
E
R
V
I
E
W
S
 
(
D
I
S
C
L
O
S
U
R
E
 
O
F
 
C
R
E
D
I
T
 
R
E
P
O
R
T
 
I
N
F
O
R
M
A
T
I
O
N
C
O
N
S
U
M
E
R
)

S
C

IE
N

C
E

M
A

T
H

N
U

M
B

E
R

 S
Y

S
T

E
M

S

P
r
o
f
e
s
s
i
o
n
a
l
i
s
m
 
.

M
a
i
n
t
a
i
n
 
c
o
n
f
i
d
e
n
t
i
a
l
i
t
y

F
o
s
t
e
r
 
t
r
u
s
t

G
e
n
e
r
a
t
e
 
i
n
t
e
g
r
i
t
y

E
x
h
i
b
i
t
 
q
u
a
l
i
t
i
e
s
 
o
f
 
s
e
l
f
-
c
o
n
f
i
d
e
n
c
e
,
 
s
e
l
f
-
 
c
o
n
t
r
o
l

s
e
l
f
-
r
e
l
i
a
n
c
e
,
 
s
e
l
f
-
r
e
s
p
e
c
t
 
a
n
d
 
a
d
a
p
t
a
b
i
l
i
t
y

A
w
a
r
e
n
e
s
s
 
o
f
 
t
h
e
 
n
e
c
e
s
s
a
r
y
 
i
n
t
e
r
r
e
l
a
t
i
o
n
s
h
i
p
s

.

r
e
s
p
o
n
s
i
b
i
l
i
t
i
e
s
 
o
f
 
t
h
e
 
c
o
n
s
u
m
e
r
,
 
b
u
s
i
n
e
s
s
 
a
n
d

t
h
e
 
c
r
e
d
i
t
 
i
n
v
e
s
t
i
g
a
t
i
o
n
 
a
g
e
n
t

H
o
n
e
s
t
y
 
a
n
d
 
a
c
c
u
r
a
c
y
 
i
n
 
r
e
p
o
r
t
i
n
g
 
d
a
t
a

W
i
l
l
i
n
g
n
e
s
s
 
t
o
 
d
i
s
c
u
s
s
 
p
o
l
i
c
i
e
s
 
o
f
 
t
h
e
 
i
n
d
u
s
t
r
y
 
t
o

p
r
o
m
o
t
e
 
u
n
d
e
r
s
t
a
n
d
i
n
g

A
l
e
r
t
 
t
o
 
t
h
e
 
p
o
s
s
i
b
i
l
i
t
y
 
o
f
 
d
e
c
i
s
i
o
n
-
m
a
k
i
n
g

s
i
t
u
t
i
o
n
s
 
w
h
i
c
h
t
s
h
o
u
l
d
 
b
e
 
r
e
f
e
r
r
e
d
 
t
o
 
a

s
u
p
e
r
v
i
s
o
r

U
s
e
 
o
f
 
N
u
m
b
e
r
s
 
(
w
i
t
h
o
u
t
 
c
a
l
c
u
l
a
t
i
o
n
)

R
e
c
o
r
d
i
n
g

C
O
M
M
U
N
I
C
A
T
I
O
N
S

P
E

R
F

O
R

M
A

N
C

E
M
O
D
E
S

E
X
A
M
P
L
E
S

S
K

IL
LS

/C
O

N
C

E
P

T
S

S
p
e
a
k
i
n
g

W
r
i
t
i
n
g

R
e
a
d
i
n
g

L
i
s
t
e
n
i
n
g

T
a
l
k
i
n
g
 
w
i
t
h
 
c
o
n
s
u
m
e
r

R
e
c
o
r
d
i
n
g
 
d
i
s
p
u
t
e
d
 
i
n
f
o
r
m
a
t
i
o
n
,

W
r
i
t
i
n
g
 
c
o
n
s
u
m
e
r
 
r
e
p
o
r
t

R
e
v
i
e
w
i
n
g
 
r
e
p
o
r
t

L
i
s
t
e
n
i
n
g
 
t
o
 
c
o
n
s
u
m
e
r

2
3

T
e
r
m
i
n
o
l
o
g
y
,
 
A
p
p
r
o
p
i
a
t
e
 
d
.
I
.
:
t
i
o
n
,

C
l
a
r
i
t
y
 
o
f
 
e
x
p
r
e
s
s
i
o
n
,
 
P
o
i
s
e
,

U
s
a
g
e

S
p
e
l
l
i
n
g

,
 
M
e
m
o
 
f
o
r
m
a
t
,
 
T
e
r
m
i
n
o
l
o
g
y

I
n
f
o
r
m
a
t
i
o
n
a
l
 
r
e
p
o
r
t
,
 
C
o
m
p
r
e
h
e
n
s
i
o
n

D
e
s
c
r
i
m
i
n
a
t
a
 
f
a
c
t
s
,
 
R
e
c
o
g
n
i
z
e

O
p
i
n
i
o
n
s



Duty D Promoting Services

1 Promote use of available services

25



(T
A

S
K

 S
T

A
T

E
M

E
N

T
)

P
R
O
M
O
T
E
 
U
S
E
 
O
F
 
A
V
A
I
L
A
B
L
E
 
S
E
R
V
I
C
E
S

33

T
O

O
LS

, E
Q

U
IP

M
E

N
T

, M
A

T
E

R
IA

LS
,

O
B

JE
C

T
S

 A
C

T
E

D
 U

P
O

N
P

E
R

F
O

R
M

A
N

C
E

 K
N

O
W

LE
D

G
E

S
A

F
E

T
Y

H
A

Z
A

R
D

S
u
g
g
e
s
t
 
u
s
e
 
o
f
 
s
e
r
v
i
c
e
 
t
o
 
p
r
o
v
i
d
e

m
o
r
e
 
c
o
m
p
l
e
t
e
 
c
r
e
d
i
t
 
i
n
f
o
r
m
a
t
i
o
n

S
u
g
g
e
s
t
 
u
s
e
 
o
f
 
s
e
r
v
i
c
e
s
 
t
o
-
i
n
f
o
r
m
a
-

t
i
o
n
 
s
o
u
r
c
e
s
 
(
p
o
t
e
n
t
i
a
l
 
m
e
m
b
e
r
s
)

S
u
g
g
e
s
t
 
u
s
e
 
o
f
 
a
s
s
o
c
i
a
t
e
 
s
e
r
v
i
c
e
s

s
u
c
h
 
a
s
 
a
c
c
o
u
n
t
 
p
r
o
m
o
t
i
o
n
s
 
a
n
d

c
o
l
l
e
c
t
i
o
n
s

D
E

C
IS

IO
N

S
C

U
E

S

D
e
t
e
r
m
i
n
e
 
a
d
d
i
t
i
o
n
a
l
 
i
n
f
o
r
m
a
t
i
o
n

w
h
i
c
h
 
m
i
g
h
t
 
a
i
d
 
m
e
m
b
e
r

D
e
t
e
r
m
i
n
e
 
i
n
f
o
r
m
a
t
i
o
n
 
s
o
u
r
c
e
s

w
h
o
 
a
r
e
 
n
o
t
 
m
e
m
b
e
r
s
 
b
u
t
 
m
i
g
h
t

b
e
 
p
o
t
e
n
t
i
a
l
 
u
s
e
r
s
 
o
f
 
t
h
e
 
s
e
r
v
i
c
e
s

D
a
t
e
s
 
o
f
 
p
r
e
s
e
n
t
 
i
n
f
o
r
m
a
t
i
o
n

M
e
m
b
e
r
 
l
i
s
t

E
R

R
O

R
S

L
o
s
s
 
o
f
 
p
o
t
e
n
t
i
a
l
 
b
u
s
i
n
e
s
s



(T
A

S
K

 S
T

A
T

E
M

E
N

T
)

P
R
O
M
O
T
E
 
U
S
E
 
O
F
 
A
V
A
I
L
A
B
L
E
 
S
E
R
V
I
C
E
S

S
C
I
E
N
C
E

M
A

T
H

N
U

M
B

E
R

 S
Y

S
T

E
M

S

P
r
o
f
e
s
s
i
o
n
a
l
i
s
m

M
a
i
n
t
a
i
n
 
c
o
n
f
i
d
e
n
t
i
a
l
i
t
y

F
o
s
t
e
r
 
t
r
u
s
t

G
e
n
e
r
a
t
e
 
i
n
t
e
g
r
i
t
y

E
x
h
i
b
i
t
 
q
u
a
l
i
t
i
e
s
 
o
f
 
s
e
l
f
-
c
o
n
f
i
d
e
n
c
e
,
 
s
e
l
f
-
c
o
n
t
r
o
l
,

s
e
l
f
-
r
e
l
i
a
n
c
e
,
 
s
e
l
f
-
r
e
s
p
e
c
t
 
a
n
d
 
a
d
a
p
t
a
b
i
l
i
t
y

A
w
a
r
e
n
e
s
s
 
o
f
 
t
h
e
 
n
e
c
e
s
s
a
r
y
 
i
n
t
e
r
r
e
l
a
t
i
o
n
s
h
i
p
s
 
o
f

r
e
s
p
o
n
s
i
b
i
l
i
t
i
e
s
 
o
f
 
t
h
e
 
c
o
n
s
u
m
e
r
,
 
b
u
s
i
n
e
s
s
 
a
n
d

t
h
e
 
c
r
e
d
i
t
 
i
n
v
e
s
t
i
g
a
t
i
o
n
 
a
g
e
n
t

H
o
n
e
s
t
y
 
a
n
d
 
a
c
c
u
r
a
c
y
 
i
n
 
r
e
p
o
r
t
i
n
g
 
d
a
t
a

W
i
l
l
i
n
g
n
e
s
s
 
t
o
 
d
i
s
c
u
s
s
 
p
o
l
i
c
i
e
s
 
o
f
 
t
h
e
 
i
n
d
u
s
t
r
y
 
t
o

p
r
o
m
o
t
e
 
u
n
d
e
r
s
t
a
n
d
i
n
g

A
l
e
r
t
 
t
o
 
t
h
e
 
p
o
s
s
i
b
i
l
i
t
y
 
o
f
 
d
e
c
i
s
i
o
n
-
m
a
k
i
n
g

s
i
t
u
a
t
i
o
n
s
 
w
h
i
c
h
 
s
h
o
u
l
d
 
b
e
 
r
e
f
e
r
r
e
d
 
t
o
 
a
 
s
u
p
e
r
v
i
s
o
r

,

-
-
-
-
-
-
-
-

C
O

M
M

U
N

IC
A

T
IO

N
S

P
E

R
F

O
R

M
A

N
C

E
M
O
D
E
S

E
X
A
M
P
L
E
S

S
K

IL
LS

/C
O

N
C

E
P

T
S

.
.
.
.
1

S
p
e
a
k
i
n
g

W
r
i
t
i
n
g

S
u
g
g
e
s
t
i
o
n
 
s
e
r
v
i
c
e
s

P
r
e
p
a
r
e
 
p
l
a
n
 
f
o
r
 
c
u
s
t
o
m
e
r

2
7

T
e
r
m
i
n
o
l
o
g
y
,
 
A
p
p
r
o
p
r
i
a
t
e
 
d
i
c
t
i
o
n
,

C
l
a
r
i
t
y
 
o
f
 
e
x
p
r
e
s
s
i
o
n
,
 
P
e
r
s
u
a
s
i
o
n

a
n
d
 
s
a
l
e
s
 
t
e
c
h
n
i
q
u
e
,
 
P
o
i
s
e
,
 
U
s
a
g
e

S
p
e
l
l
i
n
g
,
 
T
e
r
m
i
n
o
l
o
g
y
,
 
C
l
a
r
i
t
y
 
o
f

e
x
p
r
e
s
s
i
o
n
,
 
B
u
s
i
n
e
s
s
 
l
e
t
t
e
r
s
,

P
e
r
s
u
a
s
i
o
n
 
a
n
d
 
s
z
.
'
.
.
.
,
!
.
.
.
4
.
,
t
P
c
h
n
i
q
u
e
s

.

,


